ABSTRACT. Background: Supply chain management in tourism has only recently become the topic of the scientific research. The hotel product as a tourist product presents a specific mix of services and products The focus of this study has been placed on the hotel company, that, in order to create such a product, builds its own network of partners (companies, co-workers), to bring together and coordinate activities intended to result in the desired features of the hotel product. This study was evaluated as a scientifically relevant because until now the position of parking services in the hotel product has not been analyzed from the perspective of the hotel efforts and abilities to provide parking places for their guests by analyzing to which extent a good and available parking space really affects the quality of the hotel product. The aim of the study was to define the framework in which the supply chain management acts with reference to the parking service and stakeholders in the network. Methods: The method of interviewing hotel managers was used to obtain necessary data. Through the simple numerical calculations including the number of parking spaces and the capacity of the hotel accommodation we tried to identify the interrelationship, i.e. the degree of alignment of the respective sizes. Results: It turned out that towns of Rijeka and Opatija are faced with a shortage of parking spaces, especially during the tourist season. The trend of providing parking services for guests in hotel-owned garages or car parks is typical for the everyday hotel operation and the shortage of such an option, is resolved through the lease of a certain number of parking spaces in public garages and car parks. These parking spaces are away from the hotel, the guests' dissatisfaction is a normal consequence of such a decision and it is mitigated through the commercial measures. Hotel management considers a provided parking space an important element of the hotel product quality, although they mostly do not have concrete proposals to provide a sufficient number of parking spaces for hotel guests. Conclusion: The research confirmed the set hypothesis about the importance of parking in the quality of the hotel product. Hotels should persist on providing a sufficient number of parking spaces for their guests. In situations when there is no an available parking space they should opt for the construction of the underground garages, which are expensive solutions, but the investment can pay off through the increased occupancy of hotel capacities and a higher price for the better quality of product. The cooperation with local authorities is of great importance. Solutions with remote private car parks or public car parks regularly cause guests' dissatisfaction, however its real nature and its consequences could not be shown in this research. Another problem has been pointed out in the study -coach parking, which also deserves the interest of a scientific research.
INTRODUCTION
Road transport plays a major role in tourist travel. By the means of the road transport a complete journey can be made or they can be used in the initial-final part of the journey to bridge the part of the journey that cannot be made by the means of some other type of transport. The share of the road transport in the world tourist flows amounted to 40% in 2013 [www.unwto-tourism-highlight] in the Republic of Croatia in 2014 it amounted to 88% [Čorak et al. 2015] , for Europe Maršanić R., Mrnjavac E., 2015, Role of parking in the hotel supply chain management. LogForum 11 (4) , 387-397. DOI: 10.17270/J.LOG.2015.4.87 URL: http://www.logforum.net/vol11/issue4/no7 388 a relatively high proportion of land transport in amount of 54% in 2010 is mentioned due to the developed infrastructure [www.UNWTO_TT2030_EU28% 20 (1) .pdf]. This data classifies the Republic of Croatia in the "road" tourist destinations, and makes it different than other Mediterranean countries. The European practice shows that Europeans visiting the tourist destinations in the Mediterranean travel in 48% of cases by plane, 32% use a personal car, while 10% of them travel by coach to their holiday destination [Mrnjavac et al. 2008 ].
The use of motor vehicles is characterized by a continuous exchange of movement and stationary state. A lot of attention is paid on the one hand to the movement of road vehicles through intensive building of the infrastructure that meets the highest standards of comfort and safety, the application of information and communication systems in the management of the urban traffic and the like; but on the other hand non stationary state of road vehicles is rarely perceived as a problem. In spite of the fact that road vehicles do not move for a number of reasons, only parking is analyzed in this study, i.e. intended stationary state aimed at using some other tourist services during the journey. In the focus of the scientific interest is the city, settlement respectively, which besides satisfying the needs of the local population and economic activities, acts as a destination on the tourist market.
The role that transport plays in tourism is being increasingly recognized, however the precise and scientific research-based knowledge on the intensity of this correlation, i.e. on the real importance the traffic and parking as its essential component at the destination have for tourists, hardly exists. In this regard, however, it is necessary to point out the results of the research performed by the Institute for Tourism in Zagreb [Čorak et al. 2008, 2011, 2015] , which on several occasions and with a time lag of several years besides exploring guests' satisfaction related to the tourist offer in Croatia, was also analyzing the degree of satisfaction related to the accessibility of the destination and also to the traffic at the destination. Regarding the transport accessibility the tourists are mostly moderately satisfied, despite the fact that the Croatian connectivity with tourism generating markets is realized through the network of newly built highways featured by the highest world standards. Among the elements that disturb tourists mostly are traffic jams and noise, which indicates a badly organized traffic in cities and probably the constant shortage of parking spaces [Maršanić 2008a ].
The role of parking at the tourist destination has been a rather frequent topic in studies: from the theoretical point of view [Maršanić, 2007 [Maršanić, , 2012 , applied perspective Croatian [Maršanić 2003 [Maršanić , 2006 and related to towns of Opatija, Rijeka, etc. [Maršanić et al. 2004 , 2007 , 2012 .
Tourists who come to Croatia largely stay in hotels. In 2013, from a total sum of 12,434,000 tourists, the hotels were visited by 4,839,000 of them, the resorts by 413,000, selfcatering apartments by 200,000, hostels by 233,000, private accommodation facilities by 3,227,000 and other facilities (guest houses, rooms for rent, holiday houses, inns, rest areas for children, etc. by 1,128,000 [Bureau of Statistics of the Republic of Croatia, 2014] .
Within the strategy of tourism development in Croatia great attention is paid to the quality of hotel accommodation by recognizing the possibility to increase the quality level of the tourist product, which will further motivate the process of distancing from mass tourism, in favor of various forms of the selective tourism. Hotel companies, regardless of their capacity, form of ownership and market orientation are making great efforts in tough competition encouraged by globalization, to achieve a permanent position through a quality offer.
A significant role in the strategy of tourism development plays logistics and the supply chain concept, whose features are applied by the hotel management for the purpose of an efficient business operation often unaware of its scientific and theoretical background. This background is of a modest nature. The research of the role of logistics in tourism, whose integral part is the hotel industry, has started to a certain extent only in recent years, partly because it is logistics of services [Bloomberg et al. 2006] , which is mainly of secondary 397. DOI: 10.17270/J.LOG.2015.4.7 URL: http://www.logforum.net/vol11/issue4/no7 389 interest if compared to logistics of goods, and partly because the development of tourism does not decline on a global level, so that stakeholders are looking for new models which will meet the needs of the tourist demand and achieve a profitable business operation [Waters et al. 2003] . Recently, the responsible use of resources, in order to protect the environment is gaining in importance [Mrnjavac 2010] . The hotel industry, as a basic industry in tourism, besides the fundamental service of accommodation, food and beverages, offers a whole range of other services that position the hotel in the demanding global market. Hotel product is a logistics product [Mrnjavac, 2010] whose production involves flows of materials, goods, services, information, knowledge, capital, people, energy, waste; so that it can rightly be characterized as a product of exceptional complexity, whose production represents a major challenge for the hotel management [Mrnjavac et al. 2011 ].
Analyses of the supply chain and its management in tourism are also of sporadic nature and have appeared only in recent years. We think that the concept of the supply chain that is wider than the logistics, offers wider opportunities in "defining the framework" -connections and coordination of all stakeholders in the design of the productsupply and customers, aimed at achieving higher product quality and lower costs [Christopher 2011 ]. In the hotel company the concept of the supply chain necessarily acts as a network [Christopher 2011 ] whose one part comprises interrelations with suppliers for the production of a complex heterogeneous hotel product, and its second part involves the interrelations with customers directly or through intermediaries (travel agencies, tour operators), including transport undertakings and entrepreneurs [Mrnjavac et al. 2013] .
From the macro perspective the supply chain is a network of companies that are participating in various activities from Thus, parking belongs to the segment of services made up of the hotel product at the micro level, representing a break in the logistics process of movement of tourists due to their stay at the hotel. Efficient organization and management of the segment of the hotel supply chain, which includes parking is not possible without knowing the characteristics of the tourist demand -dynamics, seasonality [Fawcet 2000] , the structure related to the means of transport, length of stay in a hotel, purchase power, age, education, special interests, etc. It should be kept in mind that the hotels open throughout the whole year round are in a great advantage in providing parking spaces for their guests, compared to hotels with a distinct seasonality in their business. Just this fact along with other mainly financial reasons could be a motivation for the hotel management to try to reduce the seasonality in their business operation.
The scientific study of the supply chain in the hotel industry that has defined the link of the logistics hotel product with the traffic in the tourist destination by pointing out the cycling tourism is especially emphasized [Kovačić 2014 ]. According to Kovačić [2014] the role of transport in the area, parking areas and connections with other modes of transport is of great importance because it is the only possible way to make maximum use of the available resources and to achieve value for the guest and profit for the hotel.
Due to the fact that according to the available information a scientific study of the role of parking in the hotel product has not been carried out until now, and based on the individual information that there is a certain interdependence, the scientific hypothesis was defined: parking a road vehicle (especially a guest's personal car) is an element of the quality of the hotel product. It is assumed that an adequately provided parking solution significantly contributes to the perception of the quality of the hotel product by a tourist, and that a competitive advantage is held by those hotels, which in designing a complete product for their guests, provide an adequate parking space.
MATERIALS AND METHODS
In the previous text it was pointed out that Croatia is a destination in which majority of tourists come by road vehicles, so that a considerable need for parking spaces can be expected. Due to the partial results of the research carried out in various Croatian tourist destinations, but only either related to the parking, or only to the hotel operation, two Croatian tourist destinations were chosen: Rijeka and Opatija.
Rijeka is a city with 128,624 inhabitants, a typical destination of city tourism on the rise, trying to develop event, cultural and historical tourism. Because of its geo-transport position it represents a port of departure and arrival for cruises in the Croatian part of the Adriatic Sea. Such tourist offer results in a short stay of tourists in the city, i.e. in 2013 the average length of the tourist stay amounted to 1.91 day and 2.20 days in 2014.
Located 20 km away from Rijeka, Opatija has 11,659 inhabitants, and it is a destination of bathing, conference, health, wellness, gastro and cultural tourism. It is a pioneer of tourism on the Croatian Adriatic coast, the town of exceptional architectural and landscape beauty. The average length of stay of tourists in 2014 amounted to 3 days, and it is important to point out that the average stay of tourists during the summer months (June to September) is 7 days.
These destinations were chosen because of their diversity, tourism potential, the role of the Maršanić R., Mrnjavac E., 2015, Role of parking in the hotel supply chain management. LogForum 11 (4), 387-397. DOI: 10.17270/J.LOG.2015.4.7 URL: http://www.logforum.net/vol11/issue4/no7 391 road traffic and parking problem especially during the tourist season.
The first part of the study was performed through "desk research". Recent findings in the management of the hotel chain in the hotel industry, and the interconnection of the hotel product and transport, in particular parking, were analyzed by deductive and analytic methods. This resulted in a review of findings gained until now on which this study continues. Also, based on these findings the scientific hypothesis of the study was defined.
The second part was a field research. Method of interviews included hotels, whereby a difference between a hotel and hotel company was not made, because it was assumed that it is essential for the user that his/her hotel provides a parking space close to the hotel, regardless its organizational form. In Rijeka, the managers all four hotels were interviewed, while in Opatija eight hotels were covered by the same methodology. The interdependence of the hotel product and parking was analyzed: approaches and methods typical for the organization of parking for hotel guests were the subject of the analysis as well as both guests' and management's satisfaction with the provided solution. For that purpose a questionnaire including 11 questions was written, and the answers were expected in the descriptive form.
This method was chosen because it allows that the interviewee (in this case the hotel manager) as an answer to the question presents his opinion freely and comprehensively, and also the precise information taken from the database of the hotel operation business. It was expected that such approach will allow collecting more pieces of information relevant for the logistical dimension of the research topic.
Data (in a percentage) on the number of arrivals in the hotel were collected, in order to find out if the guests come either individually (by personal car) or within the organized tour (by tourist coaches). The form of the organization of the stationary traffic (parking) was analyzed; as well as the number of available parking spaces provided by hotels in the mentioned cities and whether the parking for hotel guests is charged was or not. Exceptionally interesting are the findings that inform on the way of handling the situations when there are not enough parking spaces available for the hotel guests as well as on the type of complaints addressed to the hotel management. Managers of the hotel could prove the claim that the quality of the hotel, in addition to their accommodation facilities, price of the accommodation, hotel category, quality of food and services, the transport accessibility and many other factors also depends on a sufficient number of parking spaces available for the hotel guests. At the end of the survey managers were able to present information about the plans of the hotels and assess the cooperation with the local authorities regarding the issue of parking.
Since the method of interviews cannot avoid subjectivity of respondents, additional methods of the field research were used in order to increase the objectivity.
Results obtained through the interviews were put in correlation with the data collected by the method of direct counting of parking spaces in the area of the destination, in order to collect additional pieces of information about parking options in the selected tourist destination.
Through numerical calculations, which included the number of parking spaces and the capacity of the hotel accommodation, the interrelationship, i.e. the degree of the congruence of the respective sizes was determined, in order to provide additional data on the availability of parking spaces and guests' satisfaction regarding the hotel product as a whole.
RESULTS
The following conclusion has been made through the synthesis of responses of the hotel managers in Rijeka and Opatija: 1. To the city of Rijeka majority of guests (about 70%) come individually by personal cars, and to the city of Opatija about 60% of visitors come by car.
Maršanić R., Mrnjavac E., 2015, Role of parking in the hotel supply chain management. LogForum 11 (4)
, 387-397. DOI: 10.17270/J.LOG.2015.4.87 URL: http://www.logforum.net/vol11/issue4/no7 392 2. All analyzed hotels in Rijeka and Opatija dispose with organized car parks for the guests staying in the hotel. Parking places are provided in the structured garage facilities or in the closed (under the ramp) car parks, while only a small number of the hotels organize parking for their guests on street parking spaces. However, almost all hotels, especially in Opatija have an insufficient number of parking spaces. 3. All parking spaces reserved for the hotel guests in Rijeka are not charged or the car park charge is included in the price. In Opatija, unlike Rijeka, in the most of the surveyed hotels the parking service is charged, which is not negligible (for example, up to 90.00 kuna per day or 12 €). 4. If there are no available parking spaces in the hotel car park, managers of all the surveyed hotels send the guests to the public car park which is charged. It usually causes a lot of discontent among the guests, and at the same time the justification provided by hoteliers that due to the fact that the hotels are located in the city center there are limited parking spaces. Some hotels try to resolve the issue of a lack of parking spaces through encouraging conversations with the guests and by offering them some kind of compensation like certain services at a discounted price.
Majority of the interviewed managers
believe that the quality of a hotel assessed by the guest also depends on the number of parking spaces, i.e. the possibility to park the car in front of or inside the hotel the guest is staying at. According to the managers' opinion a provided parking space is one of the most important elements of the complete offer of hotels, although not a decisive one. It is particularly important to pay attention to finding out the best solutions to ensure an adequate parking space. 6. Performed analysis provided an opportunity for managers to evaluate numerically the quality of a hotel, which means in the numbers from 1 to 10, where 1 is the lowest and 10 is the highest mark. They have evaluated the importance of parking in relation to the accommodation capacity, price, hotel category, quality of food and other services, transport accessibility and the like. The average score for the significance of parking is 7. 7. Majority of the hotel managers said they have no spatial and / or financial resources to provide a larger number of parking spaces than the number they dispose with at the moment. They are mainly not familiar with the plans of the local authorities regarding the issue of parking, which is particularly problematic during the tourist season. They mostly believe that the most likely solution is building garage facilities through a public-private partnership.
DISCUSSION
The research of the role of parking in the quality of the hotel product through interviewing hotel managers confirmed the scientific hypothesis: parking road vehicles (especially a personal guest's car) is an element of the quality of the hotel product. It is supported by the fact that in the town of Opatija the hotels of higher categories have provided parking spaces for their guests, and that the shortage of a parking space in the hotel causes the guest's dissatisfaction, even when a solution with a public car park or a garage is offered.
In such situations the hotel managers try to improve the situation through the measures of commercial compensation by offering other hotel services free of charge or at a lower price. The level of the guest's dissatisfaction with such a solution could not be assessed; it would be only possible through the method of interviewing the guests. The research has not shown that in addition to these measures also some other logistical capabilities are used.
Guest's dissatisfaction is also caused by the high charges of a daily parking inside the hotel, so that hotel management should consider the possibility of integrating the car park charges in the price of the hotel accommodation. Dissatisfaction is even higher if a high charge is paid, but the parking space is not close to a hotel, as it very often happens to be a further away public garage or a car park.
Since the average stay is longer and the car park charges in Opatija are higher, the hoteliers are often faced with the guest's dissatisfaction when there is a shortage of parking spaces. In the town of Opatija, out of totally 22 hotels, just 15 of them, which are of the highest category have their own parking spaces. When, however, the correlation between the accommodation capacities of the hotel and available parking spaces is made, just a few of the hotels can meet the parking needs in terms of the high occupancy of hotel capacities. This is especially noticeable in the summer, when the average guest's stay is longer, and the destination as a whole has a shortage of parking spaces. The vast majority of the hotels have almost a symbolic number of parking spaces in relation to their accommodation capacity. A hotel with its own garage, whose capacity is much higher than the accommodation capacity of the hotel should be emphasized as an interesting example.
When there is a high occupancy of accommodation capacities very few hotels can provide a sufficient number of parking spaces, so that the shortage of car parks is the usual practice in almost all the hotels surveyed. Newly built or thoroughly renovated hotels usually have parking garages and dispose with a higher parking capacity.
Sufficient capacity and convenient location of parking spaces increases the guest's satisfaction and herewith the quality of the hotel product. Therefore, the hotels should provide parking spaces for their guests, with a minimal divergence between the hotel capacity and adequate parking capacities. When hotels are in a process of renovation, investors should give priority to the parking spaces in relation to the number of hotel rooms and some other elements of the hotel offer. Such a concept should accept more expensive building solutions like for example the construction of the underground garages, which is often the only solution for older buildings located in the city center. Initially more expensive building solution will be paid off through a better room occupancy due to the higher quality of the hotel product. Such solution will further encourage the hotel management to adopt and implement strategies to reduce the seasonality of the business. For the analyzed destinations Rijeka and Opatija and many others, too, it presents a realistic option.
Since the construction of car parks and providing parking spaces is related to large construction projects and difficulties in the everyday operation of the destination, the hotel management should insist on the cooperation with local authorities, in order to find optimal locations and transport models of the continuous connectivity between the remote car parks and garages and the city center, either free of charge or at minimal charges.
Some hotel facilities in the old city center will not be able to accomplish a building solution that would provide parking spaces for guests in the immediate vicinity. In such situations and in others as well, the hotel management should try to find logistic and organizational solutions such as -to provide the transfer of guests, especially upon arrival and departure from the remote parking space by the own means of transport, either a rented car or a means of transport provided by a local carrier, which should be regulated by a contract; all that with no extra charges or at a symbolic price.
In this context, shuttle transport should not be ignored. Many hotels offer a shuttle service arranged for their guests, and it can always among the sites of particular interest include the car park the hotel has reserved for its guests at a symbolic price and following the adjusted timetable.
The hotel management in the town of Opatija has highlighted another problem which is the coach parking, since many tourists come by coach. It is hard to expect that the hotels, constantly complaining about shortage of space, since they are located in the old city center, will be able to provide parking spaces for coaches. In most cases a good cooperation with local authorities is mentioned or it is not established at all. The issue of transport of drivers to the coach parking, if there is any, remains still unresolved. Also, the prices that do not offer adequate services, as well as inappropriately restricted parking time and the like is mentioned.
Based on all that was mentioned in the above text it can be estimated that the topic of the study was relevant and of scientific interest. A contribution to the comprehensive findings about the role of parking in the quality of the hotel product would be a direct survey performed among the hotel guests, just in the hotels in the cities of Rijeka and Opatija, whose management was the subject of this study.
Also, the issue of coach parking in destinations with a significant share of organized arrivals can be assessed as a valuable piece of research, with a remark that along with a more detailed study of the hotel management, guests and drivers (travel agencies and/or tour operators) should also become a part of the research. 
